Window Menu ^ 



• 



Cascade 
Tile 

Arrange Icons 

Minimize All 

Scroll Windows 

Set Scroll Windows 
Time .... 



/~6 4^ 




l?ea/ Time Reporting 

Calls Answered 
Calls Abandoned 
Talk Time 
Agent Status 
Calls in Queue 

Anontc !n Hi i 



5-ro 



Chart Expert 




Answer Chart 
Abandon Chart 
Talk Chart 

Agent Status Summary 

Agent Status Chart 

Calls Queued Trend 

Calls Queued by 
Skill Chart 

Agents Queued by 
Skill Chart 

Quick View of Calls 
and Agents 





f 

i 
I 

1 



Answer Chart 
Abandon Chart 
Talk Chart 

Agent Status Summary 
Agent Status Chart 
Calls Queued Trend 
Calls Queued by Skill Chart 
Agents Queued by Skill Chart 
Quick View of Calls & Agents 




wj. uuick view or uaus & A 9 enls !|f£^ 



Answer Chart 



Talk Chart 





Agent Status Summary 



BjAgent Status Summary 




Eve 
Pat 
Dan 



ACD 

ACD 

Outbound 



0:11 Cumulus 1 
1:00 Cumulus 1 
0:10 Cumulus 1 




Agent Status Chart 



Agent Statu*- Chart 





Calls Queued by Skill Chart 





g • Quick View of Calls and 
m Agents 

y i 




Historical Reporting 



• Agent Productivity 

• Agent Productivity by Hour 

• Agent Time Sheet 

• Call Statistics 

• Bucket History 

• Calls by Hour or Fifteen 
Minute 

Disposition Code (Call Log) 
Calls by Agent per Hour 



1 OhScreen ReporU m 




Killll 


jj Agent Produclivily ;| 
I Agenl Produclivily by Hour if 
\ Agenl Time Sheel % 
1 Call Hislory J ? 
1 Buckel Hislorv ! [ 


HI 

si mmmm o 


IH CaHsbyHoUf or 16-minute \ 


jf Disposition Code (Call Log) | 
9 Calls by Hour by Agenl | 

il i 
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Agent Productivity by Hour 




# 

Agent Time Sheet 



M 8/2/98 8:00:49 AM 
8/3/98 6. 05: 38 AM 
0/4/986.01 21 AM 
0/5/90 6;00:05 AM 
0/6/90 6:03:28 AM " 
8/7/98 7:07:03 AM 
8/8/98 7:59:41 AM 
0/9/90 0 05:01AM 
0/10/90 12: 3129 AM 
7/27/98 8: 02. 19 AM 
7/28/98 7:06.19 AM 
7/29/98 6. 00: 37 Atvl 

7/30/90 6:01:35^''' 
7/31/98 7: 34 : 06 A/v1~~ 




0/1/99 4, 53: 35 F>M 



I 8/2/98 4.57:18 PM 
8/3/98 10:35:31 PM 
0/4/90 9:55:34 PM 
8/5/90 9:54: 44 PM" 
8/6/98 9 5712PM 
8/7/98 10.00.18 PM 
_ 0/0/90 5. 05:54 PM 
: 8^/[0y98 2:26 i 40AM 
. 0/1 0/98 550:32pm" 
. 7/27/98 7:04:20 PM 
7/28/98 6.55.34 PM 
.7/30/98 9:23: 44 AM 
7/30/90 7: 31 : 36 PM 
7/_31/9"o 7:36:32 PM 



^5.<\7 : ^ 

47.42' 
50.30' 
30. 1 3 
42.02' 
38.10! 
13.30I 
49.05, 
33. 431 
52.031 
59.13* 
50.13' 
34.10 
'57.47 



t 



Call Statistics 



Disposition Code (Call Log) 




/~g c 4 

• Calls by Agent Per Hour 




Dial Pad Layout 




f- . C £6 



Phone Tali 



# 




F^G. 6 7 



Stats Tab 



Total Calls (ACD, NACD, 
Outbound) 

Average Time for Each 
Type 



Hi 



144 






c 


FEA 


o 


ROU 




CONN 


s 


REL 




BC 


DIA 



— I Co 



Route 
Request 



V 



Database 




Checks \ 
Routing 
Class 



COL 




PAT 




FAC 




TRU 




► 




— ► 




— > 





V 



172 



Ca// Processing 



Defines which boards go into which shelves 
and slots. 



176 



Boards 



T1 Trunk Board 
or 

Analog Line Unit 



Route Request Configuration 



A ...? System 
HIL ...? Route 
HILROUTE ...? ADD 




Route Request Name 




Profile Number 




Logical Device Name 




Failure Destination 





System Device 
Configuration 



A ...? System 
SYSEDT ...? Device 
SYSDEV ...? List 

System Device L1 

L,NKtv P e CALL-LINK 

Link media Type L/W 

HIL Link Failure Queue Timer 5 seconds 



System Logical Device 
Configuration 



A ...? System 

SYSEDT ...? Logical 
SYSLOG ...? List 

Logical Device Name LINKONE 

Logical Device Type CALL-LINK 

System Device L1 



ML Message Format (Serial) 



STX* 



Function 
Code 



Process 
Code 



/tJ6 



Message 
Data 



ETX< 



BCC* 



Open LAN HIL Message 
Format 



Field Name 



Size 



Description 



Message Count 



16 bits 



Number of HIL Messages in 
OpenLAN message. 



Message Length 



16 bits 



Length of the following HIL 
message. 



Function Code 

Process Code 

Message Data 

Fill (message of 
odd size only) 



2 bytes 

1 byte 
Variable 
1 byte 



Identifies HIL message. 

Identifies message subfunction. 

Info required by message. 

Used only to change message of 
odd to even byte. 



HIL Signaled Circuits 



HIL 
Station 



l«7« 



HIL 
Link 



£2 Ate c stJick 




HIL Stations 



Extension Number 


CXJeLKJ 


Extension Tvne 


Mil QTA 


Lociical Dpvipp Namp 


LinKLjne 


Facility Number 


15 


Ringback Type 


Silent 


Circuit Location 


01-14-03 


Class of Service 


2 Dial 


Signaling Type 


DP* 



Facility number 
Trunk Group number 
Outgoing COS number 
Outpulse command 



15 
None 
3 

PRESENT 
WPROGRESS 



Property Display Modes 
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*0 



MM 
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Server Options 

- Stats Refresh Rate 

- Write Statistics Interval 

- Stats Broadcast Port 

- Write Log File 

- Agent Auto-Login 



7.4 7 
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Configure ACD Seivei 




Z4i_ 




5 *L§ 

It 1 * 



3 j~c. il 



fe&IVR Server Administrator 



Fife About 
Contiol 




Configure I VR Lines 



File Configure 



ME1 



Line ft - Device Type 1 Script Name" 



1 


Digital 


demo.ivr ( , 


2 


■Digital 


; .demo.ivr : 


3 . 


Digital 


demo.ivr 


4 


Digital 


. ; demo.ivr 


5 . 


Digital 


" /demo.ivr 


6 - 


'Digital, 


! demo.ivr ! i; '! • 


7 


Digital- 


: demo.ivr 


8 


Digital;: 


; : /demo.ivr '•' 


9 


Digital 


■ demo.ivr 


10 


Digital 


demo.ivr 


n 


Digital 


demo.iv( 


12 : 


Digital 


demo.ivr : 


13 


Digital 


demo-ivr . .«■ . 


14 


Digital 


demo.ivr : . 


15 


"'•Digital 


. demo.ivr : ■ 


16 


Digital 


vdemaivf • . , 


i y 







[24 Line(s) Installed 



Select Number of Line* 



£nl^flhe number of lines available on this ■ 



0 



server: 



OK- 



Cancel 



Configure Ad vanced Properties 



"Digital Parameters- 



r Wink After Pickup 



Wink Duration (rnc): 500 



Transfer 
Sequence; 

Insert 
Add 
Delete 



V/ain25rns 




Dial Flash Hook' ' 




Wait 250rns : : i 




Dial Number : ^ 




Waitl25rns . . 







UK 



Close 




File About 
Control 



! Monitor 



Line 1 
Line 2 
Line 3 
Line 4 
Line 5 
Line 6 
Line 7 
Line 8 

A I 1 



Ready 
jrftll) .Ready 
1 WM\ Ready 
[ im. : Heady 
. flij^ l Ready 
. M5| Ready 
mi Ready 
Wm Ready . 
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Manager 

-L- /VT£ *? FA C & 



Interface between call center 
Database Administrator and 
ClearView resource database and 
scripts. 



• Database Tables: 

- Siation Management 

- Agent Teams 

- Call Center Hours of Operation 

- Agent Skills 

- Call Disposition Tracking 

- Agent Extensions 

- DNiS Configuration 




Station Management 

• Creating a New Station 

• Modify an 
Existing Station 

3 ax 



U7 



=15 



IB 



ilil 




Call Center Hours of 
Operation 



Setting Up Routing 
Schedules 




Days and Times of 
Operation 



3 3b 




3^ 




Open Existing Ro^ 
Schedule 



Open Existing Routs Schedule 




Setting Up Standard Weekly 
Schedule 




Open and Close Times 




= 3 < E 

= y 



Finishing Up 



Add a Sfcha rfuto for * Day 




18 



Setting Holiday Hours 
Adding a Holiday 



3'3S 



1 '7< 



3^ 




Text Description 
Logical Expression 



37 a- 



Advanced Formula Edilw 




/="-<3. ?<o 



5^ 



+■ 



Identifying Parameters 
Associated with Skills 



3So 




Adding New Skills 




Call Disposition Tracking 



»0 



'Si 



5** 

1^1 



**S6lu|J Call Ditpotition* 




□ Biffing 

□ Customer Service 
0 Help Desk 

□ Sales bupport 
speaking polish 

□ Tecrirwcal Support 



|j^^^ 



Need lechnician 
User E nor 
Out o\ service 
^^^Nurnbei__ 



v — *- " J " ' ' '"' ■ v • ' 




• Creating a New DNIS 




9017 
9018 
901 9 
9020 
9021 
9022 



X/ei 

x/er from IVF1 
Help Desk Outbou 
Customer Service . 
Billing 9018 
HelpDesk 
Tech. Support 
Sales Suppt. 
ClearView Sales 

Hdjiuaiaar" 



rtratan Sa 



Billing 

Customer Service 
Hf ' .Desk 
speaking polish 
Biding 
HelpDesk 
Technical Support 
Sales Support 
Sa les Supp ort 



CURR 
CURR 
CURR 
CURR 
CURR 
CURR 
CURR 
CURR 
CURR 

mm 



;|Semnor Registration 




; I Safes Support 



4/« 



•J ~ 

m 




Test Team 
SalesClass 

iMJiiiiiii iii iiii ia iii '--' 

Upgrade team 




Jennifer Jacobs 
Monica Andrews 
Michael Jones 
Rebecca Simpson 
Valerie Martinez 
Jorge Delvalle 
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Adding New Agents 



**SfetupAgetrtt 




Slevens 
AJien 
OVeary 

Matheson 

Samuals 

Dulaney 

Corbin 
James 
Akerman 
Churchill 



Jake 
Joanne 
Patrick 
Robert 

Do 

Sean 
Daniel 
Susan 
Linda 
Caroline 



CURR 
CURR 
CURR 
CURR 
ajRR 
CURR 
CURR 
CURR 
CURR 
CURR 



Trointng 
SalesO*5 j 

Tf OlTiTig 

Training 

SolosClass 

SolcsOnss 

SolcsClnss 

T mining 

SoiesClass 

Training 



octf2 
ftger i 1 0 
DA VHP 
OCU 4 

©gei*9 
©geH9 
ocdl 
!ogeri1 1 
»cd3 



I1001 
1010 
10U6 
1003 
1 007 
1009 

i mo 

1000 
1011 
1005 
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Setting Up Agent Skills 
Available Skills 
Selected Skills 



Setup Agent 



a 

in 



3 



Skjl 002 
bkil UJJ 
Sk.il 004 
Skil 0U5 
SkJ 006 
Skil 007 
k\i 000 
SkJ 009 

Skj mo 



Skil 003 

y<j uim 

Skil 008 

Skil 000 

Ska 003 



2R<weieiit 



3 Somewhat pronclent (Uefaulf) 

4 Not proficient (unly take queued 



cull) 



Disabling an Agent 
Saving Agent Changes 



Setup Agent 



Billing 

Customer Service 
^ * l He| P °e s k s 



speaking polish 
Technical Support 



& 

m 



w 



Frorit i<?f t 
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Main Screen 



0 



All functions accessed from menus or buttons on tool bar 



A74- 



I 3 -Z 




New rcaJ 
time report \ 

I New historical 

'/"tS^cj New printed 



ExHt report ^P 0 " 
report properties ^ 



Open screen 
configu ration 



<\ 76 



F#7e Menu 



New Real Time Display 
New Historical Report 
New Printed Report 
Close Window 
Close All Windows 
Print Preview 



Exit 
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# 



# 



m 



Hi 



EE 



ACD Supervisor 





SB A(| Agents - Agent Status Chart 




mm 



Paul Thomas 
Marsha Mltchei 
Petor Andrew* 
Tom Mirshail 



0:05 CUlms D«sk20 

1:33 Collections D«Sc42 

0:27 Claims D*sk33 

3:08 Service Desk52 



Cynthia ptv 
Adam Ft 
Philip M 
Drew. Ar 
Karen K 




Agents Queued by Skill 



HlilQ 



j 22 | M: 



fii: Collection 



§ISpanl8h;5afis 




^tfe^ JpEK?Es l £ 



seconds in .jj 



J4fS£^ 



~- I I ,J ..,.J.!.J. ' I . 1 

^PWsM cfXgants AvailiW* : ^:--/ 
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Edit Menu 




Cut 
Copy 
Paste 
Refresh 

Filter Properties 
Graph Properties 




View Menu 



View Window Configuration 

Save Window Configuration 

Save Window Configuration 
As ... 

Delete Current 
Configuration 

View Toolbars 

Hide Main Menu 

View Server Messages . 
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